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DETAILED ACTION 

This action is responsive to the amendment of the applicant filed on 01/08/07. 
Claims 1-20 are presented for further examination. 

Specification 

1 . The specification is objected to as failing to provide proper antecedent basis for 
the claimed subject matter. See 37 CFR 1.75(d)(1) and MPEP § 608.01 (o). 
Correction of the following is required: the specification lacks a description of 
"tangibly" embodied in a computer-readable medium or in a propagated carrier 
signal. 

Ciaim Rejections - 35 USC §112 
The following is a quotation of the first paragraph of 35 U.S.C. 112: 

The specification shall contain a written description of the invention, and of the manner and process of 
making and using it. in such full, clear, concise, and exact terms as to enable any person skilled in the 
art to which it pertains, or with which it is most nearly connected, to make and use the same and shall 
set forth the best mode contemplated by the inventor of carrying out his invention. 

2. Claims 15-20 are rejected under 35 U.S.C. 1 12, first paragraph, as failing to 
comply with the written description requirement. The claim(s) contains subject 
matter which was not described in the specification in such a way as to 
reasonably convey to one skilled in the relevant art that the inventor(s), at the 
time the application was filed, had possession of the claimed invention. 
Applicant's disclosure lacks description of what is meant by "tangibly" embodied. 
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Claim Rejections - 35 USC § 101 

35 U.S.C. 101 reads as follows: 

Whoever invents or discovers any new and useful process, machine, manufacture, or composition of 
' matter, or any new and useful improvement thereof, may obtain a patent therefor, subject to the 
conditions and requirements of this title. 

3. Claims 15-20 are rejected under 35 U.S.C. 101 because the claimed invention is 
directed to non-statutory subject matter. The claimed invention directs to 
computer software per se because a propagated carrier signal is not a computer 
hardware. 



Claim Rejections - 35 USC § 103 

The following is a quotation of 35 U.S.C. 103(a) which forms the basis for all 
obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or described as set 
forth in section 102 of this title, if the differences between the subject matter sought to be patented and 
the prior art are such that the subject matter as a whole would have been obvious at the time the 
invention was made to a person having ordinary skill in the art to which said subject matter pertains. 
Patentability shall not be negatived by the manner in which the invention was made. 

4. Claims 1-4,6,8-13,15-19 are rejected under 35 U.S.C. 103(a) as being 
unpatentable over Bogart et al. (Bogart) (US 6,978,247 B1 ), and further in view of 
Cunningham (US 6,941,380 B2). 

5. Claim 1 , Bogart teaches a business contact center (i.e. multimedia customer 
contact center 100) for interfacing customers with a business, and the business 
contact center comprising: 

a plurality of media handlers (i.e. handlers 200-212 in figure 2) each 
including a control interface (i:e. Interface 110) and each of the plurality of media 
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handlers configurable via the control interface to define a plurality of media 
services (i.e. "each handler is adapted to handle a specific one or more media 
(i.e. services)) including at least one of routing media between selected media 
endpoints (i.e. "handlers 200-212 provide switching... They establish connections 
between contacts and resources"), recording made from a selectable media 
source, and playing selectable media to a selected media endpoint (abstract; and 
Col. 1, L. 54-Col. 2. L. 67; and Col. 5, L. 30-Col. 6, L. 67); 

a conference controller (i.e. communication layer 106 in multimedia 
customer contact center 100 in figure 1) coupled with each of the plurality of 
media handlers (i.e. handlers 200-212 of a contact layer 104 in figure 2) via the 
corresponding control interface (i.e. interface 110), and the conference controller 
responsive to a customer contact to configure via the corresponding control 
interface an available one of the plurality of media handlers to define selected 
ones of the media services (i.e. a service call), media sources (i.e. 
resources/agents) and media endpoints (i.e. customer contact such as phone, 
computer, etc.) for handling the customer contact (Col. 1, L. 54-Col. 2, L. 67; and 
Col. 4, L. 22-54; and Col. 5, L. 30-Col. 6, L. 50; and Col. 9, L. 22-CoL 10, L. 21). 
the controller including a bandwidth manager (i.e. "the communications layer 
comprises software for managing communications each comprising one or more 
contacts in one or more media", thus a bandwidth manager is a software) which 
responses to the customer contact and selects the available one of the media 
handlers (Col. 1, L. 54-Col. 2, L. 36; and Col. 9. L. 22-59) 
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Bogart fails to teach the bandwidth manager estimates a bandwidth 
requirement and selects the available one of the media handlers based upon 
bandwidth limits. However, Cunningham, in the siame field of endeavor having 
closely related objectivity, teaches the bandwidth manager estimates a 
bandwidth requirement (i.e. calculating an amount of bandwidth that needs to be 
requested) (i.e. Col. 7, L. 34-47; and Col. 8, L. 5-10) and selects the available 
one of the media handlers (i.e. data source 24) based upon bandwidth limits (i.e. 
"data sources 24 that are registered to use the bandwidth reservation offered by 
the bandwidth manager 16", it means that the data source is selected based on 
the reserved bandwidth which has been calculated) (Col. 6, L. 7-62). 

Thus, it would have been obvious to one of ordinary skill in the art at the 
time the invention was made to have incorporated Cunningham's teachings of 
the bandwidth manager estimates a bandwidth requirement and selects the 
available one of the media handlers based upon bandwidth limits, in the 
teachings of Bogart in multimedia customer care center having a layered control 
architecture, for the purpose of tracking and limiting the amount of traffic 
bandwidth on the network. 

6. Claim 2, Bogart and Cunningham disclose the invention substantially as claimed. 
Bogart teaches wherein the bandwidth manager (i.e. "the communications layer 
comprises software for managing communications each comprising one or more 
contacts in one or more media", thus a bandwidth manager is a software) 
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manages media handler selection (i.e. handleris 200-212 of a contact layer 104 in 
figure 2) for each customer contact (COl. 1 , L. 54-Col. 2, L. 36; and Col. 9, L. 22- 
59). Besides this, Cunningham teaches comparing the bandwidth requirement to 
current bandwidth availability on each media handler (i.e. comparing the 
requested bandwidth to the available bandwidth on the data source) (Col. 7, L. 
19-25). 

7. Claim 3, Bogart and Cunningham disclose the invention substantially as claimed. 
Bogart teaches the conference controller (I.e. communication layer 106) further 
comprises: an event handler (i.e. contact layer 104) for determining a next media 
event for a customer contact based on a correlation between pre-defined call 
contact states and status and actual call status (abstract; and Col. 1 , L. 54-Col. 2, 
L. 36; and Col. 9, L. 22-Col. 10, L. 21; and Col. 12, L. 4-Col. 13. L. 46). 

8. Claim 4, Bogart and Cunningham disclose the invention substantially as claimed. 
Bogart teaches a plurality of agent communication devices (i.e. resources/agents 
220) each having a control interface (I.e. interface 111) coupled to the control 
interface of the conference controller (i.e. communication layer 106) wherein 
each of the plurality of agent communication devices is configurable via the 
corresponding control interface to couple with a selected one of the plurality of 
media handlers (i.e. handlers 200-212) (Col. 1, L. 54-Col. 2, L. 67; and Col. 4, L. 
37-43; and Col. 5, L. 30-Col. 6, L. 50; and Col. 9, L. 22-59). 
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9. Claim 6, Bogart and Cunningham disclose the invention substantially as claimed. 
Bogart teaches each of the plurality of agent communication devices further 
comprises: an agent interface for accepting input from an agent of requests (i.e. 
resources/agents 220) and for passing the requests to the conference controller 
(i.e. communication layer 106) via the control interface to manage a customer 
contact session (abstract; and Col. 1, L. 54-Col. 2, L. 36; and Col. 9. L. 22-59). 

1 0. Claim 8, Bogart teaches a method comprising: 

selecting at a conference controller (i.e. communication layer 106 in 
multimedia customer contact center 100 in figure 1 ) an available one of a plurality 
of media handlers (i.e. handlers 200-212 in figure 2) for handling a call with the 
calling one of the customers (figure 2; and Col. 1 , L. 54-Col. 2, L. 67; and Col, 4, 
L. 22-54; and Col. 5. L. 30-Col. 6, L, 50; and Col. 9, L. 22-Col. 10, L. 21). 

passing call parameters (i.e. contact preferences) (Col. 5, L. 4-15) for 
handling the call with the calling one of the customers from the conference 
controller (i.e. from a contact layer 104 in multimedia customer contact center 
100) to the available one of the media handlers (Col. 1 , L. 54-Col. 2, L. 67; and 
Col. 4, L. 22-54; and Col. 5, L. 30-Col. 6, L. 50; and Col. 9, L. 22-Col. 10, L. 21), 
and 

configuring the available one of the plurality of media handlers (i.e. 
determining an available one of a plurality of resources which is allocated for use 
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to a particular handler. In other word, once the resource is available, it implies the 
handler is available) for selected ones of a plurality of media services (i.e. a 
service call), media sources (i.e. resources/agents) and media endpoints (i.e. 
customer contact such as phone, computer, etc.) for handling the customer 
contact, responsive to the passing of the call parameters in the passing act (Col. 
1, L. 54-Col. 2, L. 67; and Col. 4, L. 22-54; and Col. 5, L. 4-Col. 6, L. 50; and Col. 
9, L 22-Col. 10, L.21). 

Bogart fails to teach estimating a bandwidth requirement and selecting 
based upon at least the bandwidth requirement. However, Cunningham, in the 
same field of endeavor having closely related objectivity, teaches estimating a 
bandwidth requirement (i.e. calculating an amount of bandwidth that needs to be 
requested) (i.e. Col. 7, L. 34-47; and Col. 8, L. 5-10) and selecting based upon at 
least the bandwidth requirement (i.e. "data sources 24 that are registered to use 
the bandwidth reservation offered by the bandwidth manager 16", it means that 
the data source is selected based on the reserved bandwidth which has been 
calculated) (Col. 6, L. 7-62). 

Thus, it would have been obvious to one of ordinary skill in the art at the 
time the invention was made to have incorporated Cunningham's teachings of 
estimating a bandwidth requirement and selecting based upon at least the 
bandwidth requirement, in the teachings of Bogart in multimedia customer care 
center having a layered control architecture, for the purpose of tracking and 
limiting the amount of traffic bandwidth on the network. 
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1 1 .Claim 9, Bogart and Cunningliam disclose the invention substantially as claimed. 
Bogart teaches the method for interfacing customers, further comprising in 
response to the configuring act, at least one of the following acts performed on 
the available one of the plurality of media handlers of 

routing media between selected media endpoints (i.e. "handlers 200-212 
provide switching... They establish connections between contacts and resources") 
(Col. 1, L. 54-Col. 2. L. 67; and Col. 4, L. 22-54; and Col. 5, L. 30-Col. 6, L. 50; 
and Col. 9, L. 22-59); 

recording media from a selectable media source (Col. 1 , L. 54-Col. 2, L. 67; 
and Col. 4, L. 22-54; and Col. 5, L. 30-Col. 6, L. 50; and Col. 9, L. 22-59); and 

playing selectable media to a selected media endpoint (Col. 1 , L. 54-Col. 
2. L. 67; and Col. 4, L. 22-54; and Col. 5. L. 30-Col. 6. L. 50; and Col. 9, L. 22-59). 

12. Claim 10, Bogart and Cunningham disclose the invention substantially as 
claimed. Bogart teaches the call setup parameters passed in the passing act 
include at least outbound media ports (Col. 9, L. 22-42; and Col. 13, L. 65-Col. 
14, L. 43) and a media service type (Table F, Col. 15, L. 56-67). 

13. Claim 11, Bogart and Cunningham disclose the invention substantially as 
claimed. Bogart teaches the selecting act further comprises the act of: managing 
media handler selection for successive calling ones of the customers to effect a 
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balancing of relative loads among the plurality of media handlers (i.e. handlers 
200-212 in figure 2) (Col. 1, L. 54-Col. 2. L. 36; and Col. 9. L. 22-59). Besides 
this, Cunningham teaches comparing the bandwidth requirement to current 
bandwidth availability on each media handler (i.e. comparing the requested 
bandwidth to the available bandwidth on the data source) (Col. 7, L. 19-25). 

14. Claim 12, Bogart and Cunningham disclose the invention substantially as 
claimed. Bogart teaches the passing act further comprises the act of: 

determining a next media event for the calling one of the customers based 
on a correlation between pre-defined call contact states and status and actual call 
status for the calling one of the customers (abstract; and Col. 1 , L. 54-Col. 2, L. 
36; and Col. 9, L. 22-Col. 10, L. 21; and Col. 12, L. 4-Col. 13, L. 46); and 

with the configuring act responsive to each determination in the 
determining act to reconfigure the available one of the plurality of media handlers 
(Col. 1, L. 54-Col. 2, L. 36; and Col. 9. L 22-Col. 10, L. 21; and Col. 12, L. 4-Col. 
13. L. 46). 

15. Claim 13, Bogart and Cunningham disclose the invention substantially as 
claimed. Bogart teaches the method for interfacing customers further comprising 
the act of: managing the available one of the plurality of media handlers (I.e. 
handlers 200-212) to define additional selected ones of a plurality of media 
services (i.e. a service call), media sources (i.e. resources/agents) and media 
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endpoints (i.e. customer contacts such as phone, computer, etc.) for handling the 
customer contact from an agent communication device (i.e. agent 220 in figure 2) 
configured as a media endpoint in the configuring act (i.e. handlers 200-212) 
(Col. 1, L. 54-Col. 2, L. 36; and Col. 4, L. 37-43; and Col. 5, L. 30-Col. 6, L. 50; 
and Col. 9, L 22-Col. 10, L21). 

16. Claims 15-19 are corresponding claims of claims 8-9,1 1-13. Therefore, they are 
rejected under the same rationale. 

17. Claims 5,7,14,20 are rejected under 35 U.S.C. 103(a) as being unpatentable 
over Bogart and Cunningham as applied to claims 1 ,8,1 5 above, and further in 
view of Sonesh et al. (Sonesh) (6,046,762). 

18. Claim 5, Bogart and Cunningham are relied upon for the disclosure set forth in 
the previous rejection. Bogart teaches the communication layer 106 manages the 
plurality of agent communication devices (i.e. resources) and it responsive to a 
request for customer contact with an available agent to select an available one of 
the plurality of agent communication devices for coupling with the corresponding 
one of the plurality of media handlers handling the corresponding customer 
contact (Col. 1, L. 54-Col. 2, L. 36; and Col. 4, L. 37-43; and Col. 5, L. 30-Col. 6, 
L 50; and Col. 9, L 22-Col. 10, L 21). 

Bogart and Cunningham fail to teach an agent manager coupled to each 
of the plurality of agent communication devices via the corresponding control 
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interface, and the agent manager responsive to a request for customer contact 
with selection of an available agent. However, Sonesh, in the same field of 
endeavor having closely related objectivity, teaches an agent manager coupled 
to each of the plurality of agent communication devices via the corresponding 
control interface, and the agent manager responsive to a request for customer 
contact with selection of an available agent (CoL 3, L. 50-58; and Col. 5, L. 60- 
Col. 6, L. 8). 

Thus, it would have been obvious to one of ordinary skill in the art at the 
time the invention was made to have incorporated Sonesh's teachings of an 
agent manager coupled to each of the plurality of agent communication devices 
via the corresponding control interface, and the agent manager responsive to a 
request for customer contact with selection of an available agent, with 
Cunningham's teachings of bandwidth allocation in Ethernet networks, in the 
teachings of Bogart in multimedia customer care center having a layered control 
architecture, for the purpose of providing intelligent routing of messages/calls to 
agents for processing. 

19. Claim 7, Bogart and Cunningham are relied upon for the disclosure set forth in 
the previous rejection. Bogart teaches wherein the plurality of media handlers 
each further comprise: a call sequencer interacting with selected ones of the 
plurality of media services defined by each media handler to maintain 
consecutive sequence numbers in the real time packets output from the media 
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handler from various media sources during a customer contact session (Col. 1 , L. 
54.C0I. 2. L. 36; and Col. 9. L. 22-Col. 10. L. 21; and Col. 15, L. 28-47). 

Bogart and Cunningham fail to teach real time protocol (RTP). However, 
Sonesh, in the same field of endeavor having closely related objectivity, teaches 
real time protocol (RTP) (Col. 5, L 15-31). 

Thus, it would have been obvious to one of ordinary skill in the art at the 
time the invention was made to have incorporated Sonesh's teachings of real 
time protocol (RTP), with Cunningham's teachings of bandwidth allocation in 
Ethernet networks, In the teachings of Bogart in multimedia customer care center 
having a layered control architecture, for the purpose of providing intelligent 
routing of messages/calls to agents for processing. 

20. Claim 14 is con-espondlng claim of claim 7. Therefore, it is rejected under the 
same rationale. 

21 .Claim 20 is corresponding claim of claim 14. Therefore, it is rejected under the 
same rationale. 

Response to Arguments 
Applicant's arguments filed 01/08/07 have been fully considered but they are not 
persuasive. 
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Applicant's arguments with respect to claims 1-20 have been considered but are 
moot in view of the new ground(s) of rejection. 

Conclusion 

Applicant's amendment necessitated the new ground(s) of rejection presented in 
this Office action. Accordingly, THIS ACTION IS MADE FINAL. See MPEP 
§ 706.07(a). Applicant is reminded of the extension of time policy as set forth in 37 
CFR 1.136(a). 

A shortened statutory period for reply to this final action is set to expire THREE 
MONTHS from the mailing date of this action. In the event a first reply is filed within 
TWO MONTHS of the mailing date of this final action and the advisory action is not 
mailed until after the end of the THREE-MONTH shortened statutory period, then the 
shortened statutory period will expire on the date the advisory action is mailed, and any 
extension fee pursuant to 37 CFR 1 .136(a) will be calculated from the mailing date of 
the advisory action. In no event, however, will the statutory period for reply expire later 
than SIX MONTHS from the date of this final action. 

Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to MINH-CHAU N. NGUYEN whose telephone number is 
(571)272-4242. The examiner can nomnally be reached on Monday-Friday from 8:00am 
- 4:30pm. 
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If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, JASON D. CARDONE can be reached on (571) 272-6159. The fax phone 
number for the organization where this application or proceeding is assigned is 571- 



Information regarding the status of an application may be obtained from the 
Patent Application Information Retrieval (PAIR) system. Status information for 
published applications may be obtained from either Private PAIR or Public PAIR. 
Status information for unpublished applications is available through Private PAIR only. 
For more information about the PAIR system, see http://pair-direct.uspto.gov. Should 
you have questions on access to the Private PAIR system, contact the Electronic 
Business Center (EBC) at 866-217-9197 (toll-free). If you would like assistance from a 
USPTO Customer Sen/ice Representative or access to the automated information 
system, call 800-786-9199 (IN USA OR CANADA) or 571-272-1000. 



273-8300. 
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